Governor's Office Incidents Report
7/1/2010 to 7/31/2010 as of 8/2/2010

|GOED I

First Contact Resolution

First contact resolution tracks DTS' efforts to resolve customer incidents on initial contact.
Cells displayed show the number of incidents resolved on first contact during the reporting period.
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Missed Initial Response

Missed initial response tracks DTS' efforts to respond to customer incidents in accordance with enterprise standards.

Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and

Critical within 30 clock minutes.
Cells displayed show the number of incident responses that missed the enterprise standards during the reporting period.

Top Number - Total Incidents

ird

Bottom Number - Missed Inital Respons

Low Medium Total
_No Tier 2 None None 1 0
0 0
Total 1 0
0 0
Total 1 0
0 0
Application None Novell 2 0
GroupWise 1 0
Total 2 0
1 0
Total 2 0
1 0
Mobile Devices Error BlackBerry 1 0
Configuration 0 0
BlackBerry 1 0
Enterprise 0 0
Total 2 0
0 0
None None 1 0
0 0
Total 1 0
0 0
Total 3 0
0 0
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Average Time To Initial Response

Average time to initial response tracks DTS' efforts in responding to customer incidents based upon established enterprise standards.
Enterprise standard response times are: Low within 1 business hour; Medium within 1 business hour; High within 1 clock hour; and
Critical within 30 clock hour minutes.

Cells displayed show the number of incidents and the average time it took DTS to respond to the customer's problem.

Top Number - Total Incidents
Bottom Number -Average time in hours

Low Medium Total
_No Tier 2 None None 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Application None Novell 2 0 2
GroupWise 3.41 0.00 3.41
Total 2 0 2
3.41 0.00 3.41
Total 2 0 2
3.41 0.00 3.41
Mobile Devices Error BlackBerry 1 0 1
Configuration 0.13 0.00 0.13
BlackBerry 1 0 1
Enterprise 0.04 0.00 0.04
Total 2 0 2
0.09 0.00 0.09
None None 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Total 3 0 3
0.06 0.00 0.06
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Network None None 0 1 1
0.00 0.85 0.85

Total 0 1 1

0.00 0.85 0.85

Total 0 1 1

0.00 0.85 0.85

PC/Laptop Error None 1 0 1
0.18 0.00 0.18

Total 1 0 1

0.18 0.00 0.18

Hardware None 1 0 1

0.46 0.00 0.46

Total 1 0 1

0.46 0.00 0.46

Performance None 1 0 1

0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Total 3 0 3

0.22 0.00 0.22
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_No Tier 2 None Novell 1 0 1
GroupWise 0.00 0.00 0.00

Total 1 0 1
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Total 1 0 1
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GroupWise 0.07 0.00 0.07

Total 1 0 1

0.07 0.00 0.07




Low Medium Total
Application None Novell 1 0 1
GroupWise 0.50 0.00 0.50
Total 1 0 1
0.50 0.00 0.50
Total 2 0 2
0.29 0.00 0.29
3 0 3
0.19 0.00 0.19
Application Error None 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Password Novell 1 0 1
GroupWise 0.00 0.00 0.00
PGP 1 0 1
0.00 0.00 0.00
Utah Master 1 0 1
Directory 0.00 0.00 0.00
Total 3 0 3
0.00 0.00 0.00
Total 4 0 4
0.00 0.00 0.00
Network Error None 1 0 1
0.07 0.00 0.07
Total 1 0 1
0.07 0.00 0.07
Total 1 0 1
0.07 0.00 0.07
Telecom Call/Receive None 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
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Telecom None None 1 0 1
0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Total 2 0 2
0.00 0.00 0.00

7 0 7

0.01 0.00 0.01

Application Error None 2 0 2
0.00 0.00 0.00

Novell 2 0 2

GroupWise 0.07 0.00 0.07

Total 4 0 4

0.04 0.00 0.04

None None 1 0 1
0.06 0.00 0.06

Total 1 0 1

0.06 0.00 0.06

Password None 1 0 1
0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Reporting Novell 1 0 1
GroupWise 0.08 0.00 0.08

Total 1 0 1

0.08 0.00 0.08

Total 7 0 7
0.04 0.00 0.04

Network Error None 0 1 1
0.00 0.00 0.00

Total 0 1 1

0.00 0.00 0.00
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Network 1 0 1
0.83 0.00 0.83

1 0 1

0.83 0.00 0.83

1 1 2

0.83 0.00 0.41

8 1 9

0.14 0.00 0.12

Application Password Novell 1 0 1
GroupWise 0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Network 1 0 1
0.00 0.00 0.00

1 0 1

0.00 0.00 0.00

1 0 1

0.00 0.00 0.00

2 0 2

0.00 0.00 0.00

Wireless 1 0 1
Connectivity 1.20 0.00 1.20
1 0 1

1.20 0.00 1.20

1 0 1

1.20 0.00 1.20

1 0 1

1.20 0.00 1.20

Wireless 1 0 1
Connectivity 0.49 0.00 0.49
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Missed Resolution

Missed resolution tracks DTS' efforts to resolve customer incidents in accordance with enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents that missed the enterprise resolution times during the reporting period.

Top Number - Total Incidents
Bottom Number - Missed Resolution

Low Medium Total
_No Tier 2 None None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 1 0 1
0 0 0
Application None Novell 2 0 2
GroupWise 1 0 1
Total 2 0 2
1 0 1
Total 2 0 2
1 0 1
Mobile Devices Error BlackBerry 1 0 1
Configuration 0 0 0
BlackBerry 1 0 1
Enterprise 0 0 0
Total 2 0 2
0 0 0
None None 1 0 1
0 0 0
Total 1 0 1
0 0 0
Total 3 0 3
0 0 0
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Network 1 0 1
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0 0 0

Application Password Novell 1 0 1
GroupWise 0 0 0

Total 1 0 1

0 0 0

Total 1 0 1
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1 0 1

0 0 0

1 0 1
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Average Time To Resolution

Average time to resolution tracks DTS' efforts to resolve customer incidents based upon established enterprise standards.

Enterprise standard resolution times are: Low within 6 business hours; Medium within 4 business hours; High within 3 clock hours; and
Critical within 2 clock hours.

Cells displayed show the number of incidents and the average time it took DTS to resolve the customer's problem.

Top Number - Total Incidents
Bottom Number - Average time in hours

Low Medium Total
_No Tier 2 None None 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Application None Novell 2 0 2
GroupWise 6.30 0.00 6.30
Total 2 0 2
6.30 0.00 6.30
Total 2 0 2
6.30 0.00 6.30
Mobile Devices Error BlackBerry 1 0 1
Configuration 0.83 0.00 0.83
BlackBerry 1 0 1
Enterprise 218 0.00 2.18
Total 2 0 2
1.51 0.00 1.51
None None 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Total 3 0 3
1.00 0.00 1.00




Low

Medium

Total

Network None None 0 1 1
0.00 0.85 0.85

Total 0 1 1

0.00 0.85 0.85

Total 0 1 1

0.00 0.85 0.85

PC/Laptop Error None 1 0 1
1.11 0.00 1.11

Total 1 0 1

1.11 0.00 1.11

Hardware None 1 0 1

2.38 0.00 2.38

Total 1 0 1

2.38 0.00 2.38

Performance None 1 0 1

0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Total 3 0 3

1.16 0.00 1.16

9 1 10

2.12 0.85 2.00

_No Tier 2 None Novell 1 0 1
GroupWise 0.04 0.00 0.04

Total 1 0 1

0.04 0.00 0.04

Total 1 0 1

0.04 0.00 0.04

Application Error Novell 1 0 1
GroupWise 0.44 0.00 0.44

Total 1 0 1

0.44 0.00 0.44




Low Medium Total
Application None Novell 1 0 1
GroupWise 0.66 0.00 0.66
Total 1 0 1
0.66 0.00 0.66
Total 2 0 2
0.55 0.00 0.55
3 0 3
0.38 0.00 0.38
Application Error None 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
Password Novell 1 0 1
GroupWise 0.00 0.00 0.00
PGP 1 0 1
0.00 0.00 0.00
Utah Master 1 0 1
Directory 0.00 0.00 0.00
Total 3 0 3
0.00 0.00 0.00
Total 4 0 4
0.00 0.00 0.00
Network Error None 1 0 1
0.07 0.00 0.07
Total 1 0 1
0.07 0.00 0.07
Total 1 0 1
0.07 0.00 0.07
Telecom Call/Receive None 1 0 1
0.00 0.00 0.00
Total 1 0 1
0.00 0.00 0.00
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Total

Telecom None None 1 0 1
0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Total 2 0 2
0.00 0.00 0.00

7 0 7

0.01 0.00 0.01

Application Error None 2 0 2
0.04 0.00 0.04

Novell 2 0 2

GroupWise 0.08 0.00 0.08

Total 4 0 4

0.06 0.00 0.06

None None 1 0 1
0.06 0.00 0.06

Total 1 0 1

0.06 0.00 0.06

Password None 1 0 1
0.59 0.00 0.59

Total 1 0 1

0.59 0.00 0.59

Reporting Novell 1 0 1
GroupWise 0.08 0.00 0.08

Total 1 0 1

0.08 0.00 0.08

Total 7 0 7
0.14 0.00 0.14

Network Error None 0 1 1
0.00 0.12 0.12

Total 0 1 1

0.00 0.12 0.12
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Total

Network 1 0 1
1.08 0.00 1.08

1 0 1

1.08 0.00 1.08

1 1 2

1.08 0.12 0.60

8 1 9

0.25 0.12 0.24

Application Password Novell 1 0 1
GroupWise 0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Total 1 0 1

0.00 0.00 0.00

Network 1 0 1
0.00 0.00 0.00

1 0 1

0.00 0.00 0.00

1 0 1

0.00 0.00 0.00

2 0 2

0.00 0.00 0.00

Wireless 1 0 1
Connectivity 1.83 0.00 1.83
1 0 1

1.83 0.00 1.83

1 0 1

1.83 0.00 1.83

1 0 1

1.83 0.00 1.83

Wireless 1 0 1
Connectivity 9.72 0.00 9.72




Wireless

Telecom

Connectivity

Low Medium Total
Error Total 1 0 1
9.72 0.00 9.72
1 0 1
9.72 0.00 9.72
1 0 1
9.72 0.00 9.72
1
16.67
1
16.67
1
16.67
1
16.67
34
1.54

INC000000156868 _No Tier 2 None None TIR Missed: No TIR:  0.00
Capitol Desktop Support GOED Low Closed TTR Missed: No TTR: 0.00
INC000000163677 _No Tier 2 None Novell GroupWise TIR Missed: No TIR:  0.00
Capitol Hosting GOED Low Resolved TTR Missed: No  TTR: 0.04
Application
INC000000152059  Application None Novell GroupWise TIR Missed: No TIR:  0.50
Capitol Hosting GOED Low Closed TTR Missed: No  TTR: 0.66
INC000000153957  Application Password Utah Master Directory TIR Missed: No  TIR: 0.00
Help Desk GOED Low Closed TTR Missed: No  TTR: 0.00
INC000000154050  Application None Novell GroupWise TIR Missed: No TIR:  0.89
Capitol Desktop Support GOED Low Closed TTR Missed: Yes TTR: 6.67
INC000000155028  Application None Novell GroupWise TIR Missed: Yes TIR: 5.93
Capitol Desktop Support GOED Low Closed TTR Missed: No TTR: 5.93
INC000000155327  Application Error None TIR Missed: No TIR:  0.00
Metro A Desktop Support GOED Low Closed TTR Missed: No TTR: 0.03
INC000000155329  Application Error None TIR Missed: No TIR:  0.00
Metro A Desktop Support GOED Low Closed TTR Missed: No TTR: 0.04
INC000000156647  Application Error Novell GroupWise TIR Missed: No TIR: 0.10
Metro A Desktop Support GOED Low Closed TTR Missed: No TTR: 0.10
INC000000157211  Application Error None TIR Missed: No TIR:  0.00
Help Desk GOED Low Closed TTR Missed: No  TTR: 0.00
INC000000157667  Application Password None TIR Missed: No TIR:  0.00




Metro A Desktop Support GOED Low Closed TTR Missed: No  TTR: 0.59
INC000000159346  Application Error Novell GroupWise TIR Missed: No  TIR: 0.05
Metro A Desktop Support GOED Low Closed TTR Missed: No  TTR: 0.05
INC000000159961  Application Error Novell GroupWise TIR Missed: No  TIR: 0.07
Capitol Hosting GOED Low Resolved TTR Missed: No  TTR: 0.44
INC000000160889  Application Password Novell GroupWise TIR Missed: No  TIR: 0.00
Help Desk GOED Low Resolved TTR Missed: No  TTR: 0.00
INC000000161039  Application Password Novell GroupWise TIR Missed: No  TIR: 0.00
Metro A Help Desk GOED Low Resolved TTR Missed: No  TTR: 0.00
INC000000161599  Application None None TIR Missed: No TIR:  0.06
Metro A Desktop Support GOED Low Resolved TTR Missed: No  TTR: 0.06
INC000000162055  Application Password PGP TIR Missed: No TIR:  0.00
Help Desk GOED Low Resolved TTR Missed: No  TTR: 0.00
INC000000163263  Application Reporting Novell GroupWise TIR Missed: No TIR: 0.08
Metro A Desktop Support GOED Low Resolved TTR Missed: No  TTR: 0.08
Mobile Devices
INC000000155982  Mobile Devices None None TIR Missed: No TIR:  0.00
Capitol Desktop Support GOED Low Closed TTR Missed: No  TTR: 0.00
INC000000160870  Mobile Devices Error BlackBerry Configuration TIR Missed: No TIR: 0.13
Capitol Desktop Support GOED Low Resolved TTR Missed: No  TTR: 0.83
INC000000164780  Mobile Devices Error BlackBerry Enterprise Se TIR Missed: No TIR:  0.04
Capitol Desktop Support GOED Low Resolved TTR Missed: No  TTR: 2.18
Network
INC000000153142  Network Error None TIR Missed: No TIR:  0.00
Metro A Desktop Support GOED Medium Closed TTR Missed: No  TTR: 0.12
INC000000156836  Network None None TIR Missed: No TIR:  0.00
Metro A Help Desk GOED Low Closed TTR Missed: No  TTR: 0.00
INC000000158184  Network None None TIR Missed: No TIR: 0.83
Metro A Desktop Support GOED Low Closed TTR Missed: No  TTR: 1.08
INC000000160418  Network Error None TIRMissed: No TIR:  0.07
Help Desk GOED Low Resolved TTR Missed: No  TTR: 0.07
INC000000160663  Network None None TIRMissed: No TIR: 0.85
Capitol Desktop Support GOED Medium Resolved TTR Missed: No  TTR: 0.85
PC/Laptop
INC000000159861  PC/Laptop Hardware None TIRMissed: No TIR: 0.46
Capitol Desktop Support GOED Low Resolved TTR Missed: No  TTR: 2.38
INC000000161804  PC/Laptop Performance None TIR Missed: No TIR: 0.00
Capitol Desktop Support GOED Low Resolved TTR Missed: No  TTR: 0.00
INC000000164955  PC/Laptop Error None TIR Missed: No TIR: 0.18
Capitol Desktop Support GOED Low Resolved TTR Missed: No  TTR: 1.11
Telecom
INC000000152470  Telecom None None TIR Missed: No TIR:  0.00
Help Desk GOED Low Closed TTR Missed: No  TTR: 0.00
INC000000155281  Telecom None None TIRMissed: No TIR: 0.29
Voice Operations GOED Low Closed TTR Missed: Yes TTR: 16.67
INC000000164514  Telecom Call/Receive None TIR Missed: No  TIR: 0.00
Help Desk GOED Low Resolved TTR Missed: No  TTR: 0.00

Wireless Connectivity



INC000000149718  Wireless Connectivity ~ Error None TIR Missed: Yes TIR: 1.20
Metro A Network GOED Low Closed TTR Missed: No  TTR: 1.83
INC000000160639  Wireless Connectivity  Error None TIR Missed: No TIR: 0.49
Network Operations GOED Low Resolved TTR Missed: Yes TTR: 9.72




